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Approval Request to Conduct Customer Satisfaction Research
W&I FIELD ASSISTANCE 2012 – Option Year 1
W&I Field Assistance Comment Card Survey 2012 – Option Year 1
A. JUSTIFICATION
1.  Circumstances Making the Collection of Information Necessary
The Internal Revenue Service (IRS) enlists a balanced measurement system consisting of business results, customer satisfaction, and employee satisfaction. This initiative is part of the Service-wide effort to maintain a system of balanced organizational performance measures mandated by the IRS Restructuring and Reform Act (RRA) of 1998. This is also a result of Executive Order 12862 that requires all government agencies to survey their customers.
For the Wage & Investment (W&I) Division, an important service delivery channel is the 401 Taxpayer Assistance Center (TAC) offices serving walk-in customers.  Information collected from the customer satisfaction survey is used to provide meaningful feedback to managers and staff in those TAC offices.  This survey will assist Field Assistance in assessing its overall customer satisfaction and overall quality for its balanced measures.   

2.  Purpose and Use of the Information Collection
This Field Assistance customer satisfaction survey has three primary goals: 

1. to survey external customers on an on-going basis regarding their expectations of the TAC offices; 

2. to track customer satisfaction at all TAC offices nationwide; and

3. to identify customer satisfaction improvement opportunities.

3. Consideration Given to Information Technology Sample Design
The functional contact and the contractor have investigated and piloted alternative methods to the comment card technology including a standalone kiosk and an automated phone survey.  Although the kiosk technology may work in the future, it was determined that the current comment card process is the best fit right now for the Field Assistance function.
4.  Efforts Not to Duplicate Research
This is the only study currently conducted service delivery channel survey conducted at the 401 Taxpayer Assistance Center (TAC) offices serving walk-in customers.

5.  Reducing the Burden on Small Entities Expected Response Rate
The survey has been designed to minimize burden on the respondent. The time that a respondent takes to complete a survey has been carefully considered and only the most important areas are being surveyed. 

6.  Consequences of Not Conducting Collection

Wage & Investment would be unable to meet corporate goals and would fall short of meeting the IRS Mission of a Balanced Measurement System. W&I taxpayer’s are a large segment of the tax filing population. Failure to fund this program would adversely affect our ability to compare our results and determine where customer satisfaction improvements are needed.

7.  Special Circumstances

The statistics derived from the customer satisfaction measures could be used in making management decisions such as business improvement opportunities.
8.  Consultations with Persons Outside
N/A
9.  Payment of Gift

N/A

10. Confidentiality

All participants will be subject to the provisions of the Taxpayer Bill of Rights II during this study and the vendor will ensure that all participants are treated fairly and appropriately.

The security of the data used in this project and the privacy of taxpayers as allowed by law will be carefully safeguarded at all times. Security requirements are based on the Computer Security Act of 1987 and Office of Management and Budget Circular A-130, Appendices A & B. Physical security measures include a locked, secure office. Notes are stored in locked cabinets or shredded. Data security at the C-2 level is accomplished via the Windows NT operating system. Systems are password protected, users profiled for authorized use, and individual audit trails generated and reviewed periodically. 

The IRS will apply and meet fair information and record-keeping practices to ensure privacy protection of all taxpayers as allowed by law. This includes criteria for disclosure—laid out in the Privacy Act of 1974, the Freedom of Information Act, and Section 6103 of the Internal Revenue Code—all of which provide for the protection of taxpayer information as well as its release to authorized recipients. 

The survey will not contain tax return or taxpayer information. Survey participants will not be identified in any of the documents or files used for this project. We will limit and control the amount of information we collect to those items that are necessary to accomplish the research questions. We will carefully safeguard the security of data utilized as well as the privacy of the survey respondents. We will apply the fair information and record-keeping practices to ensure protection of all survey respondents. The criterion for disclosure laid out in the Privacy Act, the Freedom of Information Act, and section 6103 of the Internal Revenue Code provides for the protection of information as well as its releases to authorized recipients.

11. Sensitive Nature

No questions will be asked that are of a personal or sensitive nature.

12. Burden of Information Collection
The survey has been designed to minimize burden on the respondent. The time that a respondent takes to complete a survey has been carefully considered and only the most important areas are being surveyed. While there may be up to 6 million TAC visitors, the respondent sample is limited to 350,000 sample size (Comment Cards collected and processed).
BURDEN HOURS Estimate Calculation
	Category of Respondent 
	No. of Respondents
	Participation Time
	Burden

	Respondents
	350,000
	1 ½ minutes
	8,750 hours

	Non Respondents
	Unknown
	No estimate
	0

	Totals
	
	
	8,750 hours


Total Burden = 8,750 hours
13. Costs to Respondents

N/A

14. Costs to Federal Government

 $439,705.91
15. Reason for Change

N/A

16. Tabulation of Results, Schedule, and Analysis Plans

For the 3 planning period and 1 annual report both at a national level and a an Area level, the vendor will use basic and advanced statistical techniques including, but not limited to, analysis of variance and the prioritization of improvement priorities using vendor’s established technique.

· Comment card counts and overall response rates for the customer. 

· The overall level of customer satisfaction with services provided by the territory. 
· Mean ratings for all customer satisfaction questions.

· Which areas of service, in priority order, the IRS should focus its resources to improve overall customer satisfaction.

· Trend Data based on past years of data warehoused.

· Cross tabulations of demographic variables, as applicable.

· Analysis of the relationship between comment card responses.

17. Display of OMB Approval Date

N/A

18. Exceptions to Certification for Paperwork Reduction Act Submissions

N/A

19. Dates collection will begin and end
 Data will be collected January 1, 2012 – December 31, 2012. Analyzing the data and producing the report will be January 1, 2013 – March 31, 2013.
B.
STATISTICAL METHODS

The primary purpose of these collections will be for internal management purposes; there are no plans to publish or otherwise release this information.  
1. Universe and Respondent Selection

The sampling frame consists of W&I taxpayers. 
2. Procedures for Collecting Information

The comment cards are available at all TACs to all customers.  TAC managers mail in the completed cards to the contractor who will scan the results.
3. Methods to Maximize Response
Standard procedures will be used in order to obtain the highest response rate possible for the Field Assistance Survey. 
4. Testing of Procedures 

The function and the contractor have worked together to refine the comment card questions over the years to ensure the right questions are being asked from the IRS' perspective and the taxpayer's perspective.  Focus groups held in January 2011 confirmed the taxpayers' point of view.
5. Contacts for Statistical Aspects and Data Collection

For questions regarding the study or questionnaire design or statistical methodology, contact:
Jennifer Schranz

Pacific Consulting Group

602-371-8150

jschranz@pcgfirm.com
Attachments
· Field Assistance Comment Card English/Spanish (double click comment card for Spanish version)
· The employee should advise the taxpayer that (Script included in burden hours): 
· Completion of the card is voluntary 
· Their feedback is used to improve our customer service 
· The card should not be folded 
· The completed card should be placed in the survey card drop box, or when appropriate, the TAC employee can accept the card and place it into the drop box.
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Your, participation in this voluntary survey:is very important toius. Your feedback will be used to help improve our
service to the public. (Please make sure mark completely fills the oval. Make no stray marks on this form.)

Very Very

Satisfied
B Promptness of service
Employee professionalism
Building condition/cleanliness
B Buildinglocation/convenience
Overall satisfaction with service
Why did you visit our office instead of using another IRS
service? (Mark all that apply)
Used the walk-in-service before Urgent/time sensitive issue
Prefer face-to-face Unaware of another service

Needed language assistance

Were you provided the assistance you needed to resolve
your main reason for visiting today? Yes No

If not, what area did you need assistance with, but were
unable to resolve? (Mark all that apply)

IRS notice or letter issue Offer in Compromise
Appointment for return preparation Tax law question referral
Copy of prior year return/transcript Farming and Fishing
Schedule C Small Business Expense Tips
Rental Property Other

Installment agreement

Are you a tax professional? Yes No

Please do
not write in
this area.

-

Dissatisfied
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)

-

Did you visit the IRS website (www.irs.gov) prior to coming
into this IRS office? Yes No

In the future, would you consider using the IRS website
(www.irs.gov) to get an answer or

- Yes No
resolve your issue?

In the future, would you consider using a computer at a
local IRS office to complete your business instead of
talking to a representative in-person? Yes No

Have you visited a local IRS office such as this one
in the last 18 months? Yes No
If yes, what is the reason you returned today? (Mark all that apply)

To resolve a prior issue This is my preferred method of service

How long did you wait to receive service today?

1 to 30 minutes 46 to 60 minutes Over 90 minutes

31 to 45 minutes 61 to 90 minutes
About how long did it take you to travel to this local IRS office?

More than 61
minutes

Less than 15 minutes 31 to 45 minutes

16 to 30 minutes 46 to 60 minutes

What is the zip code of the location where you traveled from
today?

Do you claim Earned Income Tax Credit (EITC) and what is
your income? Claim EITC Yes No
$50,001 to $100,000

$100,001 and over

SERIAL #

Under $25,000
$25,001 to $50,000

in the box provided.

-

PLEASE DO NOT FOLD CARD

= FORM 13359 (ENG/SP) (Rev. 9-2010)

Please deposit questionnaire
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nosotros. Sus cor

Muy Satisfecho  Muy Descontento

Rapidez del servicio

Profesionalismo del empleado
Condicién/limpieza del edificio
Localizacion/conveniencia del edificio
Satisfaccion en general del servicio

¢Por qué visité nuestra oficina en lugar de usar otro servicio
del IRS? (Marque todas las respuestas que aplican)

He usado el servicio sin cita previa Asunto sensitivo/urgente con

Prefiero hablar cara a cara sz e izt

No estaba informado de otros
servicios

Necesitaba ayuda con el idioma

¢Acaso se le proveyo la ayuda que usted necesito para
resolver el asunto principal por el cual

usted visité en el dia de hoy? No

¢Si no fue asi, en qué area necesitaba ayuda, pero no se pudo
resolver? (Marque todas las respuestas que aplican)

Resolver un aviso o carta del IRS Plan de Pago a Plazos

Cita para la preparacion de Oferta de Transaccion

impuestos ;
P Pregunta en referencia a la ley

Copia de la declaracion de tributaria

impuestos / Transcripcion de

anos previos Cultivary pescar

Anexo C en inglés, Gastos de Propinas
pequerios negocios Otro
Propiedad de arriendo
¢{Es usted un profesional en impuestos? Si No

-

® Su participacion en esta encuesta voluntaria es de mucha importancia para

entarios nos ayudarania mejorar los servicios gue ofrecemos. (Por favor, asegurese de marcar. por completo las

casillas. Nohaga marcasien otros lugareside este formulario.)

oficina? Si
¢En el futuro, consideraria usar el Web del IRS (www.irs.gov) para

No

conseguir una respuesta o resolverse

su problema? Si No

¢En el futuro, consideraria usar una computadora en una oficina
local del IRS para completar su negocio en lugar de hablar con un
representante personalmente? si No

¢Ha visitado una oficina local del IRS como esta en los tiltimos 18
meses? Si No

Si contesta si, ;cudl es la razon de haber vuelto en el dia de hoy?
(Marque todas las respuestas que aplican)

Este es mi método preferido de
servicio

Para resolver un problema
anterior
¢Cuanto tiempo espero para ser atendido en el dia de hoy?

Mas de 90
minutos

1 a 30 minutos 46 a 60 minutos

31 a 45 minutos 61 a 90 minutos
{Cuanto tiempo le tomé viajar a esta oficina local del IRS?

Mas de 61
minutos

Menos de 15 minutos 31 a 45 minutos

16 a 30 minutos 46 a 60 minutos

¢Cual es el cédigo postal de la localizacion de donde usted viajo
hoy?

¢Reclama usted el Crédito Tributario por Ingreso del Trabajo (EITC)
ycuélessuingreso? po lamacion de EITC Si No
$50,001 a $100,000

$100,001 y mayor

Menos de $25,000
$25,001 a $50,000
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POR FAVOR NO DOBLE LA TARJETA

Por favor deposite el cuestionario

en la caja provista.

-






